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the lower levels of a means is much
greater than for higher levels. That
translates into the risk that the predic-
tion at low levels will be off. In analysis
theory, these are prediction anomalies
called outliers, which are ignored. In
process improvement, these must be
accommodated. There are some stellar
software producers at CMM Level 1;
therefore, at Level 1, the model is not
fully predictive. However, the over-
whelming odds are that Level 1 perfor-
mance will be worse than the perfor-
mance of organizations at higher levels.

The real key to process improve-
ment is hidden in the first phrase of a
sentence two paragraphs back: “If you
know what to do, ...” Process improve-
ment is not intuitive (“perfect practice
makes perfect”). At risk of confusing
my explanation of process improve-
ment, the process that most needs
implementing is the one you use for

process improvement. Once this pro-
cess is good, the result will be an im-
proved software engineering process. In
other words, for process improvement
to succeed, the skill level of the process
improvement project team must be
high, not the skill level in software
engineering groups.

Most organizations do not have the
requisite process improvement skills
among their management or staff. No
matter how motivated, facilitated, or
well led, a team without the right skills
is likely to fail to implement process
improvement. If you are in a typical
organization, process improvement has
failed at least once. If you blamed the
team, you were wrong—your expecta-
tions were unfounded. If you blamed
process improvement merely because it
is an art that is difficult to master, you
were wrong, too—process improvement
is alive and well and works great in the

right hands. If you brought together the
right resources in the right place at the
right time with the right management
and right leadership, you probably did
not read this far. Good Luck. u

About the Author
Steve Neuendorf is an
independent manage-
ment consultant. He has
over 25 years measure-
ment and process im-
provement experience,
with over 15 years in

software engineering process improve-
ment. He has a bachelor’s, a master’s, and
a doctorate from the University of Puget
Sound.

Voice: 425-557-8747
E-mail: steve@serv.net
Internet: www.serv.net/~steve

Real Process Improvement

The Air Force Communications Agency (AFCA) at Scott
Air Force Base, Ill. has transferred its responsibility for
conducting Capability Maturity Model (CMM)-Based
Appraisals for Internal Process Improvement (CBA/IPI)
for Air Force organizations to the Software Technology
Support Center (STSC) at Hill Air Force Base, Utah. The
CBA/IPI is a method licensed by the Software Engineer-
ing Institute to assess an organization’s capability to de-
velop and maintain software. STSC consultants have
experience in CMM-Based Appraisals that range from
maturity Levels 2-5.

Organizations that need CBA/IPI assessments should call
the STSC staff at 801-775-5555 ext. 3065 DSN 775-5555
ext. 3065 or E-mail spi@stsc1.hill.af.mil.

Passing the
CBA/IPI Torch

Need Assistance with
 Software Process

Improvement?
Call the SPI Hotline at 801-775-5555 ext. 3055 DSN 775-
775-5555 ext. 3055 or E-mail us at spi@stsc1.hill.af.mil.

We can answer questions about various software process
improvement (SPI) issues, including

• How to get started on SPI. • CMM key process areas.
• Available SPI training. • SPI best practices.
• Assessments. • SPI return on investment.

Software Technology Support Center (STSC) SPI veter-
ans are on call to answer questions and research your prob-
lems for up to one hour without charge. We can provide
you with policy, process, and procedure templates from our
STSC library. If you need in-depth assistance, we will refer
you to the appropriate experts using our database of pre-
qualified consultants from the STSC and external sources.

Several SEPG members responsible for leading OO-
ALC/TIS to its Level 5 status now work in the STSC. Call
the SPI Hotline for their consulting services.


